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‹±°¶þ Ú±…° ìþ|âý±¬: …üò Ÿ†°ŸõŽ|ø† ‹±¨þ …² …ø~…Ù …¾éþ
…°²ü†‹þ Îíéß±¬€ ì»ßç– ô Ÿãõðãþ …°{Œ†É „ðù† ô ð¥õû
ì±{ŒÈ º~ó „ðù† ‹† ‹©¼ ‹ù~…º• °… º±§ ìþ|¬øñ~.
¬° {‰õ°ÿ|ø†ÿ ¶ñ}þ …ð~…²û âý±ÿ Îíéß±¬ ðã±…ðþ ô
ìõÂõÑ …¾éþ Îíéß±¬ ì†èþ …¶• ì†ðñ~: ¶õ¬ ô ¶ùî ‹†²…°€
‹±…ÿ …Þ±˜ü• º±Þ•|ø†ÿ ‹©¼ ¨¿õ¾þ Ÿñýò ìÏý†°ø†üþ
Þ†ìç_  ìñ†¶Œñ~ ²ü±… ìõÂõÎ†– ì†èþ ¤~ †üýñþ ‹±…ÿ ìõÖÛý•
¶†²ì†ðþ üà ¶†²ì†ó {œ†°ÿ ø·}ñ~. Î±Âú üà ì¥¿õë ü†
üà ¨~ì•€ üà ð}ýœú ¶†²ì†ðþ …¶• Þú …‹³…°ÿ °… ‹±…ÿ
¬¶}ý†‹þ ‹ú üà ðÛÇú †ü†ðþ ¶õ¬ „ô° ô ìÇéõŽ Ö±…øî ìþ|¶†²¬.
…üò ì·‰éú Ú†ðõó {õèý~€ ‹†²…°ü†‹þ ô Ö±ô½ ‹ú ì»}±ü†ó °… ¬° ‹±
ìþ|âý±¬. èýßò ¬° ‹©¼ ‹ù~…º• ô ¬°ì†ó€ ¤~ †üýò Îíéß±¬€
{Ãíýò ‹ù~…º• ‹ù}± ‹±…ÿ ‹ýí†°…ó€ ›†ìÏú ô ìé• …¶•.
‹ýí†°¶}†ó …Ö±…¬ °… ¶†èî ìþ|Þñ~ ô …üò ¬° ¤ÛýÛ• ‹ú ¨õ¬ÿ ¨õ¬
üà ø~Ù ‹±…ÿ ‹ýí†°¶}†ó …¶•€ ¬°|¤†èþ|Þú Îíéß±¬ ì†èþ ô
¶†ü± ›ñŒú|ø†ÿ Îíéß±¬ÿ {ñù† …‹³…°ø†üþ °… ‹±…ÿ …üœ†¬ Îíéß±¬
ìÇéõŽ Ö±…øî ìþ|¶†²ð~. ¬° ìõ…°¬ÿ ìê˜ …ô°´…ð¸|ø†€ ð}†ü
²ð~âþ ô ¶çì•€ ð}†ü ìÇéÜ ô ìõ°¬ {õ›ú ø·}ñ~ ðú ì·†êˆ
ì†èþ.
üà ‹ýí†°¶}†ó ‹ý¼ …² ø± Ÿý³ ¬° …‹}~… ¬° ìõ°¬ Î±Âú
…÷±‹©¼€ Þ†°… ô Î†¬æðú ì±…ÚŒ•|ø†ÿ ‹ù~…º}þ ¬°ì†ðþ ðã±…ó
…¶•. ‹ñ†‹±…üò€ æ²ï …¶• Þú …‹³…°ø† ô …ø~…Ù ¾¥ý¥þ °… ‹±…ÿ
…ð~…²û âý±ÿ Îíéß±¬ ¨õ¬ {Ïýýò ô …üœ†¬ ðí†ü~. 
{‰õ°ÿ|ø†ÿ ý»±Ö}ú ô ðõüò …ð~…²û|âý±ÿ Îíéß±¬ ‹±…ÿ
‹ù±û ‹±¬…°ÿ …² …ÆçÎ†– Òý± ì†èþ ô …{¿†ë „ðù† ‹ú …¶}±…{µÿ ô
…ø~…Ù ¶†²ì†ó ¬° {çºñ~.
°ô½ Þ†°– …ì}ý†² ì}õ…²ó )CSB(
1
€)6( …² Ÿù†° ‹\ Ï~ Îíéß±¬ÿ
ì†èþ€ Ö±„üñ~ÿ€ ì»}±ÿ ô ü†¬âý±ÿ {»ßýê º~û …¶•.
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1 - Balanced Score Card
D
ow
nl
oa
de
d 
fro
m
 jh
a.i
um
s.a
c.i
r a
t 1
1:4
4 I
RD
T o
n S
atu
rda
y S
ep
tem
be
r 2
nd
 20
17
30
ì
~
ü
±
ü
•
 ô
 …Æ
ç
|Ñ
|°
¶
†
ðþ
 
³
º
ß
þ
…ð~…²û|âý±ÿ Îíéß±¬ ‹ýí†°¶}†ó
Ÿñýò ì~èþ Îíéß±¬ ¶†²ì†ðþ °… ‹± …¶†¹ …‹Ï†¬ÿ {¿õü±
ìþ|ðí†üñ~ Þú {Ï~…¬ ‹ý»}±ÿ …² ôüµâþ|ø†ÿ ¬°âý± ¬° ÖÏ†èý•|ø†
ô ð}†ü ¶†²ì†ðþ °… ìñÏß¸ ìþ|Þññ~. CSB ¬° ‹ýí†°¶}†ó|ø†ÿ
ì±‹õÉ ‹ú ‹ñý†¬ø†ÿ )SHN(
1
€ ìõ°¬ …¶}×†¬û Ú±…° â±Ö}ú …¶•.
ì³ü• …üò °ôüß±¬ {†Þý~ ‹± …¶}±…{µÿ|ø† ô øí·õüþ ¶†²ì†ðþ ô
{†Þý~ ‹± …‹Ï†¬ Òý± ì†èþ Îíéß±¬ ìÏý†°ø†ÿ Îíéß±¬ÿ ‹† …ø~…Ù
ô …¶}±…{µÿ|ø†ÿ …¶• )ºßê 1(.
èýßò ‹± …¶}×†¬û …² …üò ì~ë ‹±…ÿ ‹ýí†°¶}†ó|ø†ÿ SHN
…ü±…¬…{þ ô…°¬ º~û …¶•. ‹±…ÿ ì˜†ë€ {†Þý~ ì~ë ‹± ¤×Ì ì»}±ÿ€
…üò ìÏý†° ‹±…ÿ ¶ý·}íþ|Þú ‹± ‹ýí†°¶}†ó|ø†ÿ ì¥éþ ô
…°›†Î†– ³ºß†ó ô Ú~°– †üýò ì¿±Ù Þññ~û {ßýú ¬…°ð~€
ìñ†¶ ðý·•. ¶ùî ‹†²…° ¤}þ ¬° ‹†²…°ø†ÿ ¬…¨éþ ìÏý†°
ð†ìñ†¶Œþ …¶• ²ü±… º±…üÈ ô…Â¦ ‹†²…° ô…ÚÏþ ¬° ‹©¼
‹ù~…º• ô ¬°ì†ó ô›õ¬ ð~…°¬. ì~ë ì¯Þõ° …{¿†ë °ôºñþ ‹ýò
Ÿý·}þ ô Ÿãõðãþ Îíéß±¬ …üœ†¬ ðíþ|Þñ~. ôèþ ‹† øíú …üò
ì·†êˆ€ …üò ì~ë ‹ú ¬èýê Ÿ†°ŸõŽ ôüµû|…ÿ Þú ‹†²¨õ°¬
¶†²ì†ðþ °… {·ùýê ìþ|Þñ~ ô ›±ü†ó …ÆçÎ†– ý¼ ðã± ô ì±‹õÉ
‹ú „üñ~û °… ¶†¬û {± ìþ|Þñ~€ ìõ°¬ {õ›ú ô …¶}×†¬û …¶•)7(. 
…ðœíò ‹ýí†°¶}†ó|ø†ÿ …ôð}†°üõ||)AHO(
2
€ ðý³ì~ë Þ†°–
…ì}ý†² ì}õ…²ó °… ‹† …‹Ï†¬ ì»}±ÿ€ ì†èþ€ Ö±„üñ~ø†ÿ ¬…¨éþ€ °º~
ôü†¬âý±ÿ ‹† …Îí†ë {Óýý±…{þ …ð~á ›ù• ì}ñ†¶ ¶†²ÿ „ó ‹†
º±…üÈ ¨õ¬ ‹ú Þ†° ìþ|‹ñ~¬. …ðœíò ‹ýí†°¶}†ó|ø† …ôð}†°üõ
Ÿ†°ŸõŽ Îíéþ °… {õ¶Ïú ¬…¬û …¶• Þú: 
- …² Î±Âú Þññ~û ì»}Ü º~û …¶•
- ¬° „ó ì»†°Þ• ¬…ôÆéŒ†ðú ô›õ¬ ¬…°¬
- …² ðË± °ü·à ‹±…ÿ ìÛ†ü·ú ìñ¿×†ðú {Ï~üê º~û …¶•
- …² ì}~ôèõÿ´ ¬° ¬¶}±¹ Îíõï …¶}×†¬û ìþ|Þñ~
- …ð}©†Ž Îéíþ|ô ìÏ}Œ± º†¨À|ø† °… {Ãíýò ìþ|Þñ~.
1 - Trusts Hospitals in National health System
2- Ontario Hospitals Association
ºßê )1(: Þ†°– …ì}ý†² ì}õ…²ó )ìñŒÐ 7991 ,htooB(
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ø± Ÿù†° ‹Ï~ ìõ°¬ {õ›ú ¬° â³…°½ AHO€ …² ›ñŒú|ø†ÿ ìùî
Îíéß±¬ ‹ýí†°¶}†ó ø·}ñ~.èýßò øý¢ üà …² „ðù† ðíþ|{õ…ð~ ‹ú
{ñù†üþ ð»†ó ¬øñ~û Îíéß±¬ ‹ýí†°¶}†ó ‹†º~. ‹Ï~ {Óýý± ô …¬Ò†ï
¶ý·}î Ö±„üñ~ø†€ ðõ„ô°ÿ|ø†üþ Þú ‹ýí†°¶}†ó|ø† ‹±…ÿ ‹ùŒõ¬
Îíéß±¬ ô …¬Ò†ï ¾õ°– ìþ|¬øñ~€ ‹Ï~ ð}†ü ô ‹ù±û ‹±¬…°ÿ
‹†èýñþ {Ï~…¬ ô ¤œî ¨~ì†– …°…ˆú º~û€ ‹Ï~ °Â†ü• ‹ýí†°…ó€
¬°á ‹ýí†°…ó ¬° ¨¿õÁ ¨~ì†– …°…ˆú º~û ô ‹Ï~ ìõÚÏý• ô
Îíéß±¬ ì†èþ ‹ù±û|ô°ÿ€ Þƒ†°…üþ ô †ü~…°ÿ ‹ýí†°¶}†ó °… ð»†ó
ìþ|¬øñ~ )8(.
üà ì~ë ý¡ý~û|{± ‹±…ÿ …ð~…²û âý±ÿ Îíéß±¬||)FDR(€
Ÿ†°ŸõŽ ð}†ü ô Îõ…ìê {Ïýýò Þññ~û …¶• Þú …ìß†ó …°…ˆú
…ÆçÎ†– ‹†²¨õ°¬ÿ ô ý¼ ðã± °… Ö±…øî ìþ|Þñ~ ô ¬° ²ìýñú
Îíéß±¬ ¶†²ì†ðþ ì»†Òê ¨~ì†{þ {õ¶Ïú ü†Ö}ú …¶• )‹†èñ}ýò
6991 ô ‹±üñã†ë ô øíß†°…ó1991(. …¨}çÙ …¾éþ ‹ýò …üò ì~ë
ô ¶†ü± ì~ë|ø†€ {»©ýÀ …üò ì·‰éú …¶• Þú ¶†²ì†ó|ø†ÿ
¨~ì†{þ ‹ý»}± ‹± °ôÿ Îõ…ìéþ Òý± …² ø³üñú ô Úýí• °Ú†‹•
ìþ|Þññ~. Ÿ†°ŸõŽ ð}†ü ô Îõ…ìê {Ïýýò Þññ~û )FDR( …² º¼
‹Ï~ Îíéß±¬ {»ßýê º~û …¶• Þú ¬ô ‹Ï~ ì†èþ ô °Ú†‹• ¯ü±ÿ
‹± …¶†¹ ì×ùõï ¶ñ}þ ¨õ¬ ›³Š ð}†ü Ú±…° â±Ö}ú …ð~. Ÿù†° ‹Ï~
¬üã± )‹ù±û ‹±¬…°ÿ …² ìñ†‹Ð€ Þý×ý• ¨~ì†–€ ðõ„ô°ÿ ô …ðÏÇ†Ù
¯ü±ÿ( Îõ…ìê {Ïýýò Þññ~û ô ‹±¨þ …² ð}†ü …¾éþ ÖÏ†èý•
¶†²ì†ðþ {õ¶Ïú ô Î±Âú ¨~ì†– °… {»ßýê ìþ|¬øñ~.
‹©¼ ¨~ì†– ¬…°…ÿ ì†øý• ý¡ý~û …ÿ …¶•€ üÏñþ ›†üþ
Þú {í†ü³ Ú†êˆ º~ó ‹ýò ð}†ü ¶†²ì†ðþ ô Ö±„üñ~ø† ‹·ý†° ì»ßê
…¶•. …üò ì~ë ‹±…ÿ ‹©¼ ‹ù~…º• ìõ°¬ …¶}×†¬û Ú±…° â±Ö}ú
…¶•|||. ‹†è}ýò ôøíß†°…ó °… ‹±…ÿ …°²ü†‹þ Îíéß±¬ …°…ˆú
¬øñ~â†ó ì±…ÚŒ•|ø†ÿ ‹ù~…º}þ ¬°ì†ðþ ¬° ¶õ~ˆ ô …ðãéý¸ ‹ú
Þ†° ‹±¬û …ð~. …üò °ô½ ð»†ó ìþ ¬ø~ Þú ‹ù}±üò ìÏý†° ìõÖÛý•
‹ù±û ‹±¬…°ÿ …² ìñ†‹Ð€ …ðÏÇ†Ù ¯ü±ÿ ô Þý×ý• ø·}ñ~ ô …è³…ì†_
…‹Ï†¬ Îíéß±¬ ì†èþ ‹ù}±üò ìÏý†° ðý·•. ‹ñ†‹±…üò ¬° ¤†èþ Þú
{í±Þ³ …¾éþ „ó ‹± ð}†ü ì†èþ ‹õ¬û …¶• )üà ð†¤ýú Þ†ìç ìÏ}Œ±
‹±…ÿ ‹±°¶þ( …üò ì~ë Âíñ† ðý†² ‹ú ›·}œõ ¬° ÆýØ ô¶ýÐ
{±ÿ …² ì·†êˆ ô Îñ†¾± Îíéß±¬ÿ °… øî ¬° ìõ°¬ ì·†êˆ
¬…¨éþ||€ …‹³…°ø† ô …ø~…Ù€ ô øî ¬° ìõ°¬ Îõ…ìê ²ìýñú …ÿ
¨†°›þ {¿~üÜ ìþ|ðí†ü~ )7(.
ì¥ÛÛ†ó ¬…ð»ã†û ìõð}±…ë ì~ë ¬üã±ÿ °… {~ôüò ðíõ¬û …ð~
‹± …¶†¹ {‰õ°ÿ ¶ý·}î …›}í†Îþ †°¶õð³€ ø± ¶†²ì†ó ‹†ü~:
1- ‹† ì¥ýÈ ¨õ¬ ¶†²â†°ÿ …üœ†¬ ðí†ü~: †¶ª ‹ú …°²½|ø†ÿ
…›}í†Îþ€ …Þ}·†Ž ìñ†‹Ð€ »}ýŒ†ðþ ›†ìÏú€ ðõ„ô°ÿ ô ü†¬âý±ÿ€
ô›õ¬ ‹†²…° ô Òý±û
2- ¬¶}ý†‹þ ‹ú …ø~…Ù: °Â†ü• ®üñ×Ï†ó€ …÷±‹©»þ€ Þ†°„üþ
3- {õèý~ ¨~ì†–: ‹ù±û ô°ÿ€ {Ï~…¬ ¨~ì†–€ Þý×ý•€ øíß†°ÿ
ô...
4- ¤×Ì …°²½|ø† ô Ö±øñä: …›í†Ñ€ ›õ ¶†²ì†ðþ€ ¶çì•
ðý±ôÿ Þ†°.
…üò ì~ë ì·‰éú ÞíŒõ¬ üß†°Ÿãþ ‹ýò …‹Ï†¬ ì©}éØ ì~ë|ø†
°… ‹† øí·õüþ ‹ýò ›ñŒú|ø†ÿ ì©}éØ ‹ý†ó ìþ|¶†²¬. …ðõ…Ñ
ì©}éØ øí·õüþ ÎŒ†°{ñ~ …²: {©¿ýÀ ìñŒÐ€ øí·õüþ
…¶}±…{µüà€ {†Þ}ýßþ€ ²ìýñú|…ÿ€ Îíéý†{þ ô Ú†ðõðã¯…°ÿ …¶•.
Îíéß±¬ ¨õŽ ì~ë ‹±…ÿ ¶†²ì†ó Ê±Öý}þ °… ‹±…ÿ ¤×Ì
øí·õüþ ‹ýò …‹Ï†¬ ì©}éØ Îíéß±¬ÿ …üœ†¬ ¨õ…ø~ Þ±¬. …üò
ì~ë Ú†‹ê ìÛ†ü·ú ‹† Ÿ†°ŸõŽ …°ô†üþ ì~ü±ü• Þý×ý• )MQFE(
…¶• )9(.
ì~ë hsinaD ‹± ì·ý± ¤±Þ• ‹ýí†°…ó …² ¶ú ›ñŒú ì©}éØ
{í±Þ³ ìþ|Þñ~:
- ›ñŒú ‹†èýñþ:¯ü±½€ …°²ºý†‹þ€ °¶ý~âþ€ …°²ü†‹þ€
{±¨ýÀ ô ýãý±ÿ
- ›ñŒú ‹ýí†°…ó:…ÆçÎ†–€ …°{Œ†Æ†–€ øíß†°ÿ ô
øí†øñãþ€ …¶}í±…°€ ¤ÛõÝ ‹ýí†°…ó€ …üíñþ ô ... 
- ›ñŒú ¶†¨}†°ÿ:…² ›íéú …ÆçÎ†– Îíõìþ€ °øŒ±ÿ€
ìñ†‹Ð …ð·†ðþ€ µôø¼€ „ìõ²½€ ì~ü±ü• °ü·à)2(.
±ô´û º†¨À Þý×þ )ASU ,PIQ(
1
€ 81 ¶†ë ý¼ ¬° ì±üéñ~
º±ôÑ º~ ô ¬° ¤†ë ¤†Â± ¬° ¤~ô¬ 0002 º±Þ• Þññ~û …²
øíú Ú†°û|ø† ¬° „ó º±Þ• ìþ|Þññ~. ðý±ôÿ ì¥±á …›±…ÿ PIQ€
†¶©ãõüþ …¶•: ±ô´û ‹ú {õèý~ º†¨À|ø†üþ ‹±…ÿ øý‰•
ì~ü±û ‹ýí†°¶}†ó|ø† …¨}¿†Á ü†Ö}ú …¶•. ±ô´û º†¨À|ø†ÿ
Þý×ý• ‹± üà ì~ë ¨†Á ìŒ}ñþ ðý·•€ ‹éßú …¶†¹ „ó
…ý~ìýõèõÿ´ Îíéß±¬ )ðú {×ß± ›†°ÿ ¬° ¨¿õÁ ¶†¨}†°
¨~ì†– ‹ù~…º}þ ¬°ì†ðþ( ô …üò Ö±Å …¶• Þú øíú
º†¨À|ø† Ú†‹ê ìÛ†ü·ú ø·}ñ~. …üò ±ô´û ‹† ‹ýí†°ÿ|ø†ÿ ¤†¬
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1 - Quality Indicator Project
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º±ôÑ º~ …ì† ¶¸ ¨~ì†– ¶± †üþ€ ‹éñ~ ì~– ô ì±…ÚŒ•|ø†ÿ
ì±‹õÉ ‹ú ‹ýí†°ÿ|ø†ÿ °ô…ðþ °… ðý³ º†ìê â±¬ü~. ‹ú Îçôû€ …üò
±ô´û ¬° ¤†ë ¤†Â± …üíñþ ‹ýí†°…ó °… üÏñþ ìý³…ó ¨Ç†ø† Þú
…ý~ìýõèõÿ´ ‹±…ÿ ì~ü±ü• °ü·à Ö±…øî ìþ|¶†²¬ ðý³ ¬° ‹±
ìþ|âý±¬. …üò ±ô´û ¬…ôÆéŒ†ðú ô ì¥±ì†ðú …¶•. â³…°½|ø†ÿ
Ö±¬ÿ Ÿù†° ‹†° ¬° ¶†ë ‹±…ÿ øíú …ÎÃ† {ùýú ìþ|ºõ¬)01(. 
Ÿ†°ŸõŽ …°²ü†‹þ Îíéß±¬ SHN )FAP(
1
€ ¬° ¶†ë 9991 ‹ú
ìñËõ° …ð~…²û|âý±ÿ€ …°²ü†‹þ ô †¬…½|¬øþ ‹ú Îíéß±¬ SHN
Æ±…¤þ ô {¿õü â±¬ü~û …¶•. …üò Ÿ†°ŸõŽ ‹± °ô½ Þ†°–
…ì}ý†² ì}õ…²ó ìŒ}ñþ …¶• ô ìœíõÎú|…ÿ …² ìÏý†°ø†ÿ ì±{ŒÈ ‹†
º¼ ð†¤ýú Îíéß±¬ÿ °… ¬° ‹± ìþ|âý±¬: ‹ùŒõ¬ ‹ù~…º• Îíõìþ€
¬¶}±¶þ Î†¬æðú ‹ú ¨~ì†–€ Î±Âú …÷± ‹©¼ ì±…ÚŒ•|ø†€
Þ†°„üþ€ {œ±‹ú ‹ýí†°…ó ô ì±…ÚŒ†ó „ðù† ô ð}†ü ‹ù~…º}þ)11(.
¶†²ì†ó ‹ù~…º• ›ù†ðþ ¬° â³…°½ ¶†ë 0002 ¨õ¬€ º¼
‹Ï~ Îíéß±¬ÿ °… ìÇ±§ Þ±¬ Þú ‹± …¶†¹ „ðù† Îíéß±¬
¶ý·}î|ø†ÿ ‹ù~…º}þ ¬° ìñ†ÆÜ ì©}éØ ›ù†ó °… …°²ü†‹þ
ðíõ¬û …¶•. …üò …‹Ï†¬ ÎŒ†°– …¶• …²: …÷± ‹ƒƒƒ©»þ )º†ìê
ý»ãý±ÿ ô …°{Û†ÿ ¶çì•(€ {í±Þ³ ‹± ‹ýí†°…ó€ …üíñþ€
ðõ„ô°ÿ€ ì·‰õèý•||¯ü±ÿ ›†ìÏú )¬° ‹±¬…°ð~û ðý†²ø† ô
{Û†Â†ø†( ô üß†°Ÿãþ ¬° ¶ý·}î ›†ìÐ Î±Âú ¨~ì†–
‹ù~…º}þ ¬°ì†ðþ. ‹Ï~ …üíñþ ‹ýí†° …² ›íéú ìõ…°¬ÿ …¶• Þú
{õ¶È OHW ‹·ý†° ‹± „ó {†Þý~ º~û …¶•)21(.
‹¥™ ô ð}ýœú âý±ÿ
øí†ðÇõ°Þú ®Þ± º~€ Ÿ†°ŸõŽ|ø†ÿ ì}ñõÎþ ‹±…ÿ
…ð~…²û|âý±ÿ Îíéß±¬ ‹ýí†°¶}†ó|ø† ìÇ±§ â±¬ü~û …¶• ô …²
°ô½|ø†ÿ ²ü†¬ÿ ðý³ …¶}×†¬û º~û …¶•.
‹±¨þ ðõü·ñ~â†ó ìÏý†°ø†üþ °… ìÇ±§ Þ±¬û …ð~ Þú ‹†ü~ ¬°
{~ôüò ô …°²ü†‹þ Ÿ†°ŸõŽ|ø†ÿ …ð~…²û|âý±ÿ Îíéß±¬ ìõ°¬
…¶}×†¬û Ú±…° ‹ãý±ð~:
¬ôð†‹~ü†ó )6691( {±ÞýŒþ …² º†¨À|ø†ÿ ¶†¨}†°ÿ€
Ö±„üñ~ÿ ô ð}†ü „ðù† °… ý»ñù†¬ ìþ|¬ø~ )31(.
Þ†çó ô ðõ°{õó )6991(€ )6891 ecnarroT(  ô)2891( eldoM
dna siweL€ ‹± …øíý• {Ãíýò …üò ðß}ú {†‡ Þý~ ìþ|Þññ~ Þú
…ð~…²û|âý±ÿ Îíéß±¬ ‹†ü~ ¬…ìñú Þ†ìéþ …² …Ú~…ì†– ô ¨~ì†–
¶†²ì†ó ô {Ï†ìç– ‹ýò „ðù† °… ìÏ±Öþ ðí†ü~)41(€ )51(€ )61(.
º†ü~ ì×ý~{±üò ý»ñù†¬ø† ‹±…ÿ {~ôüò ô …üœ†¬
Ÿ†°ŸõŽ|ø†ÿ …ð~…²û|âý±ÿ Îíéß±¬ {õ¶È èã†– )8991( ô
øíß†°…ð¼ …°…ˆú º~û ‹†º~. „ðù† Ÿù†° …¾ê °… ‹±…ÿ Þíà ‹ú
Æ±…¤þ ô …üœ†¬ ì~ë|ø†ÿ …°²ü†‹þ Îíéß±¬ ¶†²ìƒƒƒ†ðþ )APO(
2
ºñ†¶†üþ ðíõ¬û|…ð~ Þú ÎŒ†°{ñ~ …²: …è¥†Ý ‹ú …¶}±…{µÿ ¶†²ì†ó€
…¶}×†¬û …² ¬ü~â†û|ø†ÿ ì}ñõÑ ô â·}±¬û€ {Ï~…¬ ì¥~ô¬ º†¨À|ø†
ô Ê±Öý• ‹†èÛõû ‹±…ÿ ¾Ø„°…üþ ¬° ¶±{†¶± ¶†²ì†ó)71(.
…ðœíò …Î}Œ†° ‹©»þ ¨~ì†– ‹ù~…º}þ Þ†ð†¬… )1002(
ìÏý†°ø†ÿ ²ü± °… ‹±…ÿ …ð}©†Ž º†¨À|ø† ìÇ±§ ìþ|Þñ~:
…°{Œ†É ‹† …¶}†ð~…°¬ø†ÿ …Î}Œ†°‹©»þ ô Ÿù†° ‹Ï~ Þý×ý•
)†¶©ãõüþ€ {õ…ðíñ~ÿ ô º†ü·}ãþ|ø†ÿ ¶ý·}î€ {í±Þ³ ‹±
ì»}±ÿ€ ì±…›Ïýò€ ²ð~âþ Þ†°ÿ(€ {Ï†°üØ ¯ü±Ö}ú º~û ìéþ€
…Î}Œ†° ô ÷Œ†–€ …°{Œ†É ‹† üà ü† {Ï~…¬ ‹ý»}±ÿ …² ‹©¼|ø†ÿ
ì±…ÚŒ• ‹ù~…º}þ ¬°ì†ðþ )‹±…ÿ ì˜†ë€ ì±…ÚŒ• ¤†¬€
ì±…ÚŒ•|ø†ÿ Æõæðþ ì~–(€ {±Þý º†¨À|ø†ÿ ¶†¨}†°€
Ö±„üñ~ø† ô ð}†ü€ õº¼ ‹±¨þ º†¨À|ø†ÿ ì±{ŒÈ ‹†
‹ù~…º• ›íÏý• ô {~…ôï ¨~ìƒƒ†– )81(. 
‹† {õ›ú ‹ú …¾õë ®Þ± º~û€ ø± üà …² Ÿ†°ŸõŽ|ø†ÿ ìÇ±§
º~û€ ¬…°…ÿ ðÛ†É ì˜Œ• ô ÞíŒõ¬ø†üþ ìþ|‹†ºñ~@ ‹ú Îñõ…ó ì˜†ë
‹ú Ÿ†°ŸõŽCSB€ ì~ë …¶}×†¬û º~û {õ¶È …ðœíò
‹ýí†°¶}†ó|ø†ÿ …ôð}†°üõ€ ìñ}Û~…ó …ºß†æ– ²ü± °… ô…°¬
ìþ|¶†²ð~:
- Ÿ†°ŸõŽ ¶†ü± ®üñ×Ï†ó Þ†°ÿ °… ì†ðñ~ Þ†°ìñ~…ó||€
Î±Âú|Þññ~â†ó||€ ›†ìÏú€ Ú†ðõðã¯…°…ó °… ìõ°¬ Ò×é•
Ú±…° ìþ|¬ø~.
- Îíéß±¬ Î±Âú Þññ~û {ñù† ‹ú Îñõ…ó ²ü± ìœíõÎú …ÿ …² ‹Ï~
Ö±„üñ~ø†ÿ Þ†°ÿ ìõ°¬ {õ›ú Ú±…° ìþ|âý±¬.
- ‹± ‹Ï~ ì†èþ ¬° ¶Çõ§ ‹†æÿ ¶†²ì†ó {†Þý~ ìþ|ðí†ü~€ ì·‰éú|…ÿ
Þú ‹† ì†øý• Òý±…ð}×†Îþ ‹ýí†°¶}†ó|ø† øí©õ…ðþ ð~…°¬.
Îçôû ‹± …üò øí†ðÇõ° Þú ÚŒç ®Þ± â±¬ü~€ ‹ú Þ†°‹±¬ …üò
ì~ë ¬° ‹ýí†°¶}†ó|ø†ÿ SHN ðý³ …ð}Û†¬…{þ º~û …¶•)7(.
Ÿ†°ŸõŽ ð}†ü ô Îõ…ìê {Ïýýò Þññ~û Þú ‹±…ÿ …°²ü†‹þ
Îíéß±¬ …°…ˆú ¬øñ~â†ó ¨~ì†– ‹ù~…º}þ ¬° ¶õ~ˆ ô †¬º†øþ
…ðãé·}†ó ‹ú Þ†°‹±¬û º~û …¶•€ ‹±¨þ …² ‹ù}±üò ìÏý†°ø†ÿ
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1 - The NHS Performance Assessment
2 - Organizational Performance Assessment
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¬Þ}± …¤í~ ‹±…{þ€ °Úýú ¨éýê|ðµ…¬
ìõÖÛý• …² ›íéú Þý×ý• ô …ðÏÇ†Ù ¬° ‹ù±û ‹±¬…°ÿ °… ì»©À
ðíõ¬û …¶• ô ðý†² ‹ú ¬° ðË± â±Ö}ò ÆýØ â·}±¬û …ÿ …² Îñ†¾±
Îíéß±¬ÿ )Îõ…ìê ²ìýñú|…ÿ ô …‹³…°ø† ô ð}†ü ¬…¨éþ( °… ìÇ±§
ìþ|¶†²¬. èýßò {í±Þ³ …¾éþ „ó ‹± …‹Ï†¬ ì†èþ Îíéß±¬ …¶•.
{†Þý~ ì~ë hsinaD ‹± ì·ý± ¤±Þ• ‹ýí†°…ó …² ðß†– Úõ– ô
‹·ý†° ì˜Œ• …üò ì~ë …¶•€ èýßò …üò {†Þý~ ‹†Î™ Þî °ðä º~ó
ì·†êˆ ì†èþ â±¬ü~û …¶• ô …² Æ±Öþ ¬° …üò ì~ë ¶†ü± ®üñ×Ï†ó
¶†²ì†ðþ {† ¤~ô¬ÿ Ö±…ìõ½ º~û …ð~.
ì~ë µôø»ã±…ó ¬…ð»ã†û ìõð}±…ë ‹± ¬¶}ý†‹þ ‹ú ø~Ù€
{õèý~€ {ÇŒýÜ ô Ö±øñä ô …°²½|ø† {†Þý~ ìþ|Þñ~. ‹† ô›õ¬ …üò
Þú …üò ì~ë ‹·ý†°ÿ …² ôüµâþ|ø†ÿ ìõ°¬ ðý†² ‹±…ÿ ‹±°¶þ
Îíéß±¬ Î†èþ üà ¶†²ì†ó °… Îñõ…ó ìþ|¶†²¬€ èýßò ‹±
ôüµâþ|ø†ÿ ¨†Á Ö±„üñ~ø†ÿ ì±{ŒÈ ‹† …°…ˆú ¨~ì†–€ ô ìùî {±
…² „ó ‹± ð}†ü ¶†²ì†ðþ …º†°û ð† ì¥·õ¶þ ðíõ¬û …¶•.
¬° Ÿ†°ŸõŽ …°²ü†‹þ Îíéß±¬ SHN€ …‹Ï†¬ Þ†°…üþ ô Ú†‹éý•
¬¶}±¶þ ìþ|{õ…ðñ~ …² ðË± ìñÇÛþ ›³Š …‹Ï†¬ Îíéß±¬ÿ
‹ýí†°¶}†ó ‹†ºñ~€ …ì† …üò ì·‰éú Ú†‹ê ‹¥™ …¶• Þú …üò …‹Ï†¬
‹ý»}± ‹ú Îíéß±¬ Þéþ üà ¶ý·}î ‹ù~…º}þ ô…‹·}ú|…ð~ {† ‹ú
Îíéß±¬ ‹ýí†°¶}†ó|ø†ÿ ì·}Ûê ô ìñ×±¬. ¬° ¤ÛýÛ• ìþ|{õ…ó
â×• …üò Ÿ†°ŸõŽ ¬° ‹©¼|ø†ÿ ì±{ŒÈ ‹† ì±…ÚŒ•|ø†ÿ …ôèýú
ô {œ†°Ž ‹ýí†°…ó€ ‹·ý†° …°{Û†Š ü†Ö}ú …¶•€ èýßò ‹±…ÿ …üñßú
‹}õ…ð~ {¿õü± Þ†ìê {±ÿ …² Îíéß±¬ SHN …°…ˆú ðí†ü~ ‹†ü~ ¬°
²ìýñú Îíéß±¬ ‹ñý†¬ø†ÿ ‹ýí†°¶}†ðþ ¤†¬€ {õ¶Ïú ô{ß†ìê
‹ý»}±ÿ ü†‹~ )91(.
…‹Ï†¬ ìÇ±§ º~û {õ¶È ¶†²ì†ó ‹ù~…º• ›ù†ðþ ¬° ¶Ç¦
‹·ý†° ô¶ýÐ€ Îíéß±¬ ¶ý·}î|ø†ÿ ‹ù~…º}þ ¬°ì†ðþ °… õº¼
ìþ|¬ø~€ ôèýßò …üò Ÿ†°ŸõŽ ‹± Îíéß±¬ ‹ýí†°¶}†ó ‹ú Æõ°
¨†Á {†Þý~ ðß±¬û …¶•.
¬° {í†ìþ|Ÿ†°ŸõŽ|ø†ÿ ìÇ±§ º~û ‹± {õ…ð†üþ ìÏý†°ø†ÿ
Îíéß±¬ÿ ‹±…ÿ Ö±…øî ¶†²ÿ …ÆçÎ†– ‹†²¨õ°¬ÿ ì±{ŒÈ ‹†
…ø~…Ù …¾éþ ô Ö±Îþ {†Þý~ º~û …¶•. èýßò øý¡ß~…ï …² …üò
Ÿ†°ŸõŽ|ø† ¬…°…ÿ ¬ü~â†û Þ†ìê ô ›†ìÏþ ðý·}ñ~€ ¬° ¤†èþ Þú
‹†ü~ ¬° ðË± ¬…º• Þú øý¢ Þ~…ï …² ðõ…¤þ Îíéß±¬ÿ ¬°
…ð~…²û|âý±ÿ|ø† ðŒ†ü~ ìõ°¬ Ò×é• Ú±…° âý±¬ ô ü† ‹± ìÏý†°ø†ÿ
Îíéß±¬ÿ ¨†Á ô ì±‹õÉ ‹ú üà ›ñŒú ¨†Á {†Þý~ â±¬¬€ ²ü±…
…üò …ì± …÷±…{þ ìñ×þ ‹± …°²ü†‹þ ô …ð~…²û âý±ÿ Þ†ìê€ ìñ†¶ ô
ì×¿ê üà ¶ý·}î ¨õ…ø~ ¬…º•. ¬° øñã†ï ìÇ†èÏú Îíéß±¬
¬…¨éþ ‹ýí†°¶}†ó|ø† ðý³ ‹†ü~ ôüµâþ|ø†ÿ ¶†²ì†ðþ ô {‰õ°üßþ
‹ýí†°¶}†ó Þ†ìç ¬°á â±¬¬ {† …ìß†ó {¥éýê ›†ìÐ ô Þ†ìê …²
Îíéß±¬ ‹ýí†°¶}†ó Ö±…øî ºõ¬.
‹† {õ›ú ‹ú ðß†– ìÇ±§ º~û€ ì~ë ì×ùõìþ| ‹±…ÿ
…ð~…²û|âý±ÿ Îíéß±¬ ‹ýí†°¶}†ó ý»ñù†¬ ìþ|â±¬¬ Þú …¶†¹ „ó
ìñÇÜ ‹±ð†ìú |‹†º~€ ¬° …üò ì~ë ‹±…ÿ ø± ›³Š ìñÇÜ ‹±ð†ìú
)¬…¬û|ø†€ ¶†¨}†° ô ¶ý·}î|ø†ÿ ¶†²ì†ðþ€ ¶}†ð~û|ø† ô ð}†ü ðù†üþ(€
…‹Ï†¬ Îíéß±¬ÿ …ðõ…Ñ ìÏý†°ø†
- ¶õ¬„ô°ÿ€ ð·Œ•|ø†ÿ ‹†²…°€ ¶†¨}†° ¶±ì†üú
- ¶ùî ð·Œþ ô ìõÚÏý• ‹†²…°€ °º~ Ö±ô½€ ìÏý†°ø†ÿ ìŒ}ñþ ‹± ì»}±ÿ
- Îíéß±¬ ì†èþ
-°Ú†‹• ¯ü±ÿ
ð}†ü
- Þ†°„üþ€ ‹ù±û|ô°ÿ
- º†¨À|ø†ÿ Þéþ Þý×ý•: ÷Œ†–€ ì·‰õèý• ¯ü±ÿ€ ¬¶}±¶þ€ °…¤}þ€ Ö±…øî ‹õ¬ó€ …üíñþ€
…°{Œ†Æ†–€ ²üŒ†üþ€ º†ü·}ãþ
- Îíéß±¬ Ö±„üñ~ø†ÿ ðõ„ô°ÿ€ Îíéß±¬ ðõ„ô°ÿ …Ö±…¬
- …ðÏÇ†Ù ¯ü±ÿ ôüµâþ|ø†€ …ðÏÇ†Ù ¯ü±ÿ {Ï~…¬ ô ¤œî€ …ðÏÇ†Ù ¯ü±ÿ ¶±Î• {õèý~
- ‹ù±û|‹±¬…°ÿ …² ìñ†‹Ð
- Þý×ý• ¨~ì†–
- ðõ„ô°ÿ
- …ðÏÇ†Ù ¯ü±ÿ
Îõ…ìê {Ïýýò Þññ~û
›~ôë 1: Ÿ†°ŸõŽ ð}†ü ô Îõ…ìê {Ïýýò Þññ~û )ìñŒÐ: 6991 llangirB & enitnallaB(
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¬°¨• {¿íýî|âý±ÿ {±¶ýî ìþ|â±¬¬. ¶¸ ø± â±ôû …¾éþ ‹ú
²ü± â±ôû|ø†ÿ Ö±Îþ {Û·ýî º~û ô ‹† {õ›ú ‹ú ø± ²ü± â±ôû
º†¨À|ø†ÿ øí·õ ‹† …¶}±…{µÿ|ø† ô …ø~…Ù ‹ýí†°¶}†ó {Ïýýò
ìþ|â±¬¬€ ¬° ðù†ü• …üò º†¨À|ø† ‹± ¤· …øíý•€ ô²ó
¬øþ º~û ô º†¨À|ø†ÿ ðù†üþ ì»©À ìþ|â±¬ð~.
ðß}ú ìùî ¬° …üò ²ìýñú {†Þý~ ‹± …‹Ï†¬ ìùî€ ô …ð}©†Ž ìÏý†°ø†
‹ú {Ï~…¬ ì¥~ô¬ ô Ú†‹ê Þñ}±ë ô Ú†‹ê ì~ü±ü• …¶•€ Þú
‹~üò|ìñËõ° ‹†ü~ …üò …¾ê °Î†ü• â±¬¬:
¬° …ð}©†Ž ô …ð~…²û âý±ÿ º†¨À|ø† ¶Çõ§ ¶†²ì†ðþ ¬°
ðË± â±Ö}ú ºõ¬€ …üò ì·‰éú ìõ› ìþ|â±¬¬ ¬° ø± ¶Ç¦
º†¨À|ø†ÿ …¾éþ „ó ¶Ç¦ …ð~…²û âý±ÿ ºõ¬€ ìÏíõæ ¬°
†üýò {±üò ¶Ç¦ ¶†²ì†ó€ {†Þý~ …¾éþ ‹± º†¨À|ø†ÿ
Ö±„üñ~ÿ …¾éþ ô °º~ ô ðõ„ô°ÿ ±¶ñê ìõ°¬ {õ›ú ìþ|‹†ºñ~€
¬° ¶Çõ§ ìý†ðþ ¶†²ì†ó€ ‹ý»}± ‹± ¶†¨}†°€ Ö±„üñ~ø†ÿ ì~ü±ü}þ
ô ¶}†ð~û|ø† {†Þý~ ìþ|â±¬¬ ô ¬° ¶Çõ§ Î†èþ ¶†²ì†ó€
º†¨À|ø† ô ìÏý†°ø†ÿ ì±‹õÉ ‹ú ð}†ü ô ìñ†‹Ð ì†èþ ‹ý»}± ìõ°¬
{õ›ú ø·}ñ~. ‹©¼|ø†ÿ ì~ë °… ìþ|{õ…ó …üñãõðú {õÂý¦ ¬…¬:
1- ì±Þ³ ì~ë …¶}±…{µÿ|ø† ô …ø~…Öþ ø·}ñ~ Þú ‹± …¶†¹
ðý†²|ø† ô …ð}Ë†°…– ‹ýí†°…ó ô ¶†ü± ®üñ×Ï†ó ºßê â±Ö}ú …ð~.
2- ¬…¬û|ø†ÿ ô°ô¬ÿ ‹ú ‹ýí†°¶}†ó: º†ìê ðý±ôÿ …ð·†ðþ€
ìñ†‹Ð ì†èþ€ {œùý³…–€ …ÆçÎ†– ì±‹õÉ ‹ú ì}Óý±ø†ÿ ²ìýñú …ÿ
ô …² øíú ìùî|{± ðý†²ø†ÿ ‹ýí†°…ó ô ¶†ü± ®üñ×Ï†ó.
3- ¶†¨}†° ô ¶ý·}î|ø†ÿ ¶†²ì†ðþ: …² ›íéú ºýõû
¶†²ì†ð~øþ ìñ†‹Ð ì©}éØ …² ›íéú ðý±ôÿ …ð·†ðþ€ Æ±…¤þ Þ†°€
¶ý†¶•|ø† ô ‹±ð†ìú|ø†.
4- Ö±„üñ~ø†ÿ ‹ýí†°¶}†ðþ °… ìþ|{õ…ó ‹ú ¶ú â±ôû
Ö±…üñ~ø†ÿ …¾éþ ì±…ÚŒ}þ ô ¬°ì†ðþ€ »}ýŒ†ðþ )†°…Þéýñýßþ€
…¬…°ÿ€ ì†èþ ô ¨~ì†{þ( ô ì~ü±ü}þ {Û·ýî ‹ñ~ÿ ðíõ¬€ ìùî {±üò
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ìÏý†°ø†ÿ ìõ°¬ {õ›ú ¬° ¨¿õÁ Ö±„üñ~ø†€ Þý×ý• ô ²ì†ó
Ö±„üñ~ø† ø·}ñ~.
5- ¶}†ð~û|ø†: ‹± Þíý• ¨~ì†– ô {õèý~…– Ö±…øî º~û
{†Þý~ ìþ|â±¬¬.
6-  ð}†ü Îíéß±¬ÿ: ð}†ü ì±‹õÉ ‹ú °Â†ü• ‹ýí†°…ó€
®üñ×Ï†ó ô Þ†°Þñ†ó€ ð}†ü ì±…ÚŒ•|ø†ÿ ‹†èýñþ )‹ùŒõ¬ ‹ýí†°€
…üíñþ ‹ýí†°( ð}†ü …÷±‹©»þ ¶†²ì†ðþ )Þ†ø¼ Î×õð•|ø†ÿ
‹ýí†°¶}†ðþ€ ìý³…ó ì±…›Ï†– ìœ~¬€ {±¨ýÀ|ø†(€ ð}†ü
Þ†°Þñ†ó ô ¶ý·}î|ø†ÿ Þ†°ÿ€ ð}†ü ì†èþ.
3- ºõ°…ÿ ì»}±á …Î}Œ†° ‹©»þ ¶†²ì†ó|ø† ô ì±…Þ³ ‹ù~…º}þ ô ¬°ì†ðþ
‹ýí†°¶}†ó|ø† )OHACJ(€ ¾~Úý†ðþ€ …‹±…øýî. "…¶}†ð~…°¬ø†ÿ ìíý³ÿ ô …Î}Œ†°
‹©»þ ‹ýí†°¶}†ó"€ {ù±…ó€ ìõö ¶·ú Î†èþ µôø¼ {†‡ ìýò …›}í†Îþ€ 2831.
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Hospital Performance Measuring
A. Barati (Ph.D)1, R. Khalilnezhad2
Abstract
Introduction: The core requirement of successful and innovative organizations is doing right things
and doing things right. Nowadays organizations are to perform excellently strategically and
operationally so that they can face the current and future world challenges. Performance measurement
is one of the ways in directing organization to the right targets and avoid diversity in practices. The
effective performance measurement will result in accountability and responsiveness, thus making it
possible to maximize the utilization of limited available resources. In this paper some of the dimensions
and frameworks for performance measurement are presented and reviewed. Then a conceptual
framework has been recommended for determining performance dimensions and indicators. 
Methods: In this paper after reviewing a brief history of performance measurement, and the
characteristics of traditional models of performance measurement, including BSC and model in
hospitals founded by National Health System, and Canadian hositals and RDF model of Montreal
University, a model used on Denmark, quality indicator rojects in U.S, and the framework were studied.
Literature Review: Following a brief history at performance measurement, and performance
measurement frame works and models at performance in health core settings and hospital including Base
model in hospitals founded by national health system, Canadian hospitals and RDF model, of Montreal
university, a model used in Denmark, Quality indicator, projects in U.S, and the from work for the
evaluation at NHS performance and the performance dimensions in each frame work were studied.
Result: Reviewing models and frameworks based on the available foundations indicate that each of
them has strengths and weaknesses. One of the reasons is the multiplicity of hospital functions and
health policies. Yet in measuring hospital performance non of the functional areas should be ignored.
There fore when reviewing the internal affairs of the hospitals, organizational, and theoretic
specifications of hospitals should be fully understood to have a comprehensive analyses of the hospital
performance. At the end of the study a conceptual frame work is presented on the account of patient
centered strategies of hospitable whishes necessitate data measurement, performance processes,
organizal structure, and most important organization results, so that we can come up with a lanead and
complete view of a hospital performance.
Key words: Hospital Performance, Performance Measurement, Framework.
36
…ð~…²û|âý±ÿ Îíéß±¬ ‹ýí†°¶}†ó
ì
~
ü
±
ü
•
 ô
 …Æ
ç
|Ñ
|°
¶
†
ðþ
 
³
º
ß
þ
1 - Assistant Professor School of Management and medical Information Science - Iran University of Medical Sciences
2 - Roghieh Khalilnezhad, M.S, Health Services Administration, School of Management and Medical Information Science
D
ow
nl
oa
de
d 
fro
m
 jh
a.i
um
s.a
c.i
r a
t 1
1:4
4 I
RD
T o
n S
atu
rda
y S
ep
tem
be
r 2
nd
 20
17
